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Office Equipment Maintenance Management Support Program  
 

SECTION C – Statement of Objectives 
 
Purpose; 
 
The U.S. House of Representatives (House), Chief Administrative Officer (CAO) is 
interested in acquiring the services of a Contractor to provide cradle to grave “Office 
Equipment Maintenance Management Support Program” (EMMSP) for repair and 
preventative maintenance of multiple brands of selected inventoried office equipment 
(i.e., copiers, fax machines, scanners, and multi use machines) with an initial purchase 
price of  $500 or more. It is the desire of the House to employ best practices by 
consolidating this demand into a single effort and incorporate the economies of scale to 
yield an effective, efficient and flexible agreement with a single vendor.  
 
The initial plan is to establish this agreement as a pilot program for the CAO for 9 
months with analysis of the program to be conducted during the last three months of the 
pilot program which will include a review of customer satisfaction. The House will then 
decide if adjustments are necessary and whether to exercise the option to proceed and 
award a contract. The awarded contractor is not guaranteed any level of usage of the 
equipment maintenance program proposed beyond the pilot program.   
 
C.1. Objectives 
 
The objective of this Request for Proposal (RFP) is to establish a comprehensive 
agreement that will produce cost savings over the current CAO Maintenance and Service 
Agreement model without jeopardizing service levels.  The CAO will have the right to 
ensure that qualified service providers are utilized.   All organizations within the House 
may elect to utilize this Maintenance and Services Agreement.  The House does not 
guarantee any amount of participation to this contract beyond the office of the CAO.   
 
The following represents a non-inclusive list of tasks to be performed by the 
selected contractor for this project: 

 
a) Accurately assess current House offices/departments’ equipment maintenance   
cost and needs; by achieving a minimum 15% cost reduction to the House 
without a degradation in the service levels—response times, quality of service or 
call backs. 
b) Identify best practices in equipment maintenance that— 
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- Streamline current maintenance process and procedures relating to the  
delivery of maintenance services for office equipment; 
 
- Ensure continuous improvement of equipment maintenance services in terms 
of: Quality, Cost-efficiency, and Customer satisfaction. 
 
- Advise House offices/departments of qualified service providers that will 
implement equipment maintenance best practices. 

 
- Assume responsibility for achieving specific, measurable results that achieve 
the objectives of this project. 

 
Currently equipment maintenance may be on an annual maintenance contract or may be 
maintained through a time and materials basis. For the pilot program and thereafter the 
selected contractor will be paid a fixed amount on a per item identified basis to provide 
for all necessary repairs and maintenance for the included equipment.    
 
Contractor shall maintain equipment in good operating condition and furnish on site service 
during normal business hours of 8:30 am to 6:00 pm, Monday through Friday, excluding holidays 
observed by the House.   
 
 It is not expected that a single contractor will actually perform the maintenance service, 
but will manage the service for a per item contract price, i.e., the cost for each selected 
piece of equipment covered under contract. The perceived benefits of this consolidation 
are reduced cost, increased accountability, increased management control, and improved 
coverage, with the ability to utilize the same service providers that had previously 
maintained the same equipment. If the Contractor subcontracts to a secondary vendor to 
provide service, it remains the Contractor’s responsibility to bill the CAO at the approved 
rate. The secondary vendor will not under any circumstances, invoice or contact the end 
user or CAO regarding payment. This contract will not provide for payment to sub 
contractors. 
 
Requirements  
 
The selected Equipment Maintenance Service Program must meet the following 
requirements:  
 
(1) Program will eliminate the need to purchase multiple maintenance contracts for 
included equipment. 

 
(2) Program will provide an annual fixed amount for providing any maintenance or repair 
for covered equipment. 

 
(3) The contractor must provide the CAO with fully certified and qualified service 
providers. 

 
(4) The House requires that the repair or maintenance vendor (the company that 
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actually may be performing the repair or service) to be dispatched by the Contractor. This 
method is preferred because it will allow for one centralized point to manage all service 
requests. However, other available options may be offered and the end-using office will 
determine what is deemed most advantageous. 

 
(5) Records of maintenance and repair costs shall be maintained by the contractor in 
sufficient detail to determine repair and maintenance history individually and in 
aggregate for all covered equipment and available for CAO review on demand.   

 
(6) All data maintained by the contractor shall be available to the CAO as well as end-
using offices. Contractor shall provide the CAO/office with access to contractor’s 
database. Periodic reports of maintenance and repair activity (monthly or quarterly) shall 
be provided to the CAO/end-using office. Additional reporting is to include information 
that would enable management decision making, such as repair or replace or supplier 
quality evaluation. 

 
(7) Records maintained by the contractor shall include data fields using relevant House 
office coding, such as organization codes, budget fiscal year, budget object class, 
program and assigned property numbers, in addition to equipment serial numbers. 

 
(8) Participation in this program shall be mandatory for CAO offices but not for other 
House Offices. 

 
(9) In order to effectively service the contract, the contractor must provide a designated 
program representative(s) with the inception of the program. This representative must be 
accessible Monday through Friday 8:30AM-5:00PM at the Capitol Hill campus to 
provide any requested assistance. 

 
(10) The selected contractor, in conjunction with designated CAO personnel, is 
expected to educate and market the program to the end-user office. The marketing 
program shall provide the necessary education to the end-user and various 
offices/departments with a clear understanding of the maintenance program's benefits and 
limitations to allow them to make an informed decision regarding participation. CAO 
shall approve in advance of distribution, any and all education and marketing materials 
that shall be provided to the end-user offices, regardless of the method of distribution. 

 
(11) The contractor shall be responsible for all costs associated with the marketing and 
educational program including development and printing costs. 

 
(12) Contractor shall be responsible for the coordination and implementation of the 
program and transition of equipment from current maintenance contract to this contract.   

 
(13) The Contractor is responsible for monitoring the physical inventory of all CAO 
units. The addition or removal of units must be documented by the end user office which 
requires written approval from an authorized signatory. The vendor may not bill for 
additional units without concurrence from the CAO. The CAO has the right to remove 
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individual units from the contract at any time, which may result in retroactive removal of 
equipment.  
 

Any warranty of the purchase vendor and/or manufacturer must be honored by the 
Contractor, and the CAO reserves the right to contact the warranty 
vendor/manufacturer directly for service on any units that have warranty 
coverage. For equipment which has not been covered under maintenance since the 
end of the warranty period, the Contractor may inspect equipment to determine if 
it is in good operating condition. The repair cost, if any, to bring the equipment to 
good operating condition and/or maintenance specifications must be identified and 
forwarded to the CAO for acceptance and approval.  

 
The commencement date of maintenance for such unit(s) will begin on the first of 
the month following the completion of service necessary to bring the unit(s) to 
maintenance contract specifications. Please note: Units that had previously been 
under a manufacturer’s warranty or on maintenance contract with an approved 
House vendor other than the Contractor may be allowed to be transferred to the 
Contractor’s contract without cost.  
 

(14) Contract Usage Report: Contractor is required to file a contract usage report 
quarterly to include the CAO as well as the participating office name, contract cost and 
realized savings. The contract usage report will be required within 15 days after the end 
of each quarter and an annual summary report within 15 days after the contract's 
anniversary or expiration date. These reports will be submitted to the CAO, Customer 
Solutions Center, B227 Longworth HOB Washington, DC 20515. 

 
(15) Contractor must submit an implementation plan and schedule for each phase of the 
equipment maintenance program. The Plan must include quality measures and 
performance standards for the program and how it will be monitored and reported. 

 
(16) All House data maintained by the Contractor for this project shall be available to the 
CAO. The Contractor shall provide CAO with access to any database used in 
performance of the contract during the term of the contract as well as at the point of 
termination in downloadable format. Records maintained by the Contractor shall include 
data fields using relevant House coding, such as organization codes, budget fiscal year, 
budget object class, fund, program, location and assigned property numbers, specific 
equipment manufacturer, model and equipment serial number information. 

 
(17) The Contractor shall provide training to CAO personnel regarding the maintenance 
program. 

 
(18) Ensure all printers, copiers, scanners (especially those which are network connected) 
owned by the supported office and covered under this contract are secured in accordance 
with the proper security checklist. 
 
(19) The Contractor shall adhere to all applicable House security guidelines and 
publications including recommended practices for Active Directory OU Administration. 
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(20) Any devices not covered by a checklist will need to be reviewed by the Information 
Systems Security Office (ISSO) for guidance on appropriate security measures.  
 
(21) All services and protocols not being used by the device to support the operations of 
the House office will be disabled; services and protocols being used must be secured. 
(For example, IPX and AppleTalk protocols must be disabled; SMTP, LDAP, and FTP 
services may only be enabled if being used and then must be secured in a manner to limit 
access to only staff within the office that is authorized to have access to the data which is 
made available by that service.)  
 
(22) Ensure all devices running on Windows operating systems are protected with 
appropriate anti-virus software and ensure that the anti-virus software is kept up-to-date.  
 
(23) Perform anti-virus and spyware cleaning of any device owned by the supported 
office and covered under this contract when requested by the office.  
 
(24) The supporting contractor should perform preventive maintenance on all systems 
owned by the supported office and covered under this contract at least quarterly. 
Preventive maintenance should include at a minimum ensuring that the devices have the 
latest software and/or firmware installed and that the passwords on any service accounts 
configured on the device are updated.  Offertory should include a detailed preventative 
maintenance plan.   
 
(25) The Contractor shall ensure that all application or network operating software, 
including upgrades or enhancements, conform with House infrastructure policies, 
including House security policies, publications, and forms, as they may be amended.  
 
(26) Whenever a device is removed from the control of the House office, the Contractor 
shall ensure that all data which may have been saved on any volatile or non-volatile 
storage devices is deleted in a manner that prevents recovery.  
 
(27) For devices which provide network management interfaces, the password of the 
administrator account must be changed from the manufacturer’s default and changed at 
least every 90 days. 
 
(28) If the SNMP management protocol is not disabled, the SNMP community string 
must be changed to a string other than “public”.      
 
(29). Maintenance and Service Responsibilities                     
 
   (a) Contractor shall maintain equipment in good operating condition and furnish on site 

service during normal business hours of 8:30 am to 6:00 pm, at the Capitol Hill campus 
Monday through Friday, excluding holidays observed by the House.   
 
(b) Maintenance includes labor, replacement parts, preventive maintenance, and software          
support.  If parts are replaced on a like-for-like exchange basis the installed parts become 
the property of the House, and removed parts become the property of the Contractor.  The 
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House Vendor Management must be informed in writing or facsimile of any new serial 
number(s) of replaced equipment within 30 days of installation.  Correspondence shall be 
forwarded to: Vendor Management, Ford House Office Building, Room 166, U.S. House 
of Representatives, Washington, D.C. 20515 or Facsimile at 202-226-0065. 

 
            (c)  Maintenance items services shall not include: 
 
               Consumable supplies, such as paper products:  
 
               Relocation of equipment. 
 
               Repairs made necessary by accident, e.g. fire, flooding, acts of God. 
 

(d). Some of the items included in current Maintenance & Service Agreement Plans: 
 
  Toner  
  Imaging units 
   Waste Toner box 
   Fusing unit 
   Transfer belt 
  Transfer roller 
   Drums  
  Staples   

  These items must be included in your proposal. 
 
  (e). Damage caused by user neglect.  Under these conditions, repair cost is the users              

                 responsibility. 
 
  (f). In the case of lost data, the Contractor will restore the data at no charge, if the   

    customer was not at fault. 
 
 
(31) Greening Initiative 
Vendor is responsible for diverting all disposable maintenance items from traditional 
landfills. A monthly report identifying the quantities and or pounds diverted is to be 
provided to the COR. 
 
(32) Prompt repair service will be provided by the Vendor upon telephone request from a CAO 
employee.    
  
 (33) Response Time 
 
   Contractor's maintenance and service personnel shall be required to: 
 
   (a) commence work under this agreement, upon notification of service problem for 

equipment owned by the House, within a maximum of four (4) normal business hours, 
except for delays arising from causes beyond the control and without the fault or 
negligence of the Contractor, and   restore the equipment to full operational status within 
two business days. 
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 (b)  If the Contractor fails to deliver the parts or perform the services to restore the 
equipment to full operational status within two business days by repair or providing 
replacement/loaner equipment to the office at no additional charge to the customer, the 
CAO retains the right to solicit fully qualified service providers to repair the machine in 
the event the machine is down for more than two days. The cost for this will be borne by 
the contractor via a deduction from the cost of the services from the monthly payment 
paid to the firm by the CAO.  In addition the CAO can require the Contractor to, in place 
of actual damages, pay to the House as fixed, agreed, and liquidated damages, for each 
business day of delay the sum of the rate charge of the item divided by 30 and multiplied 
by the number of days the equipment was not operational.  This liquidated damage 
charge may be a credit issued by the vendor on the invoice submitted to the House for 
payment.  After notifying the customer that they are entitled to have their equipment up 
to full operational status within two business days, Contractor may request and customer 
may agree to an extension.  

     
(34). Performance Measurements.  Contractor shall provide performance summary reports 
acceptable in content and format to the Contracting Officer's Representative (COR).   The reports 
shall be submitted by the 15th of each month and pertain to services provided the previous month.  
Upon request, the Contractor shall deliver supporting details of the summary information to the 
COR within ten (10) days. 
 
(35). Training. The selected contractor shall provide training to House personnel 
about the equipment maintenance program. Indicate the level and amount of 
recommended training of office/department personnel. Include the office personnel to be 
trained, the number to be trained, duration of the program, place of training, curricula, 
training materials to be used, number and frequency of sessions, and number and 
level of instructors. 
 
(36). On-line reporting system. 
 1. The Contractor must provide staff training for the online reporting system. 
 
 2. Describe initial and ongoing training process. 
 
 3. Training must be comprehensive. 
 
 4. Ongoing training must be available for refreshing prior trainees and for new 

trainees. 
 
 5. On-line help screens and/or a help manual must be available to users for 

support on all system reports. 
 
 
IT Hardware Maintenance: The House has a separate contract for the maintenance of IT 
hardware, which will not be covered by this RFP. 
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